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BACKGROUND & RATIONALE 


The Hamilton-Wentworth District Health Council’s French Language Services Plan was 
undertaken in 1989. Since that time, an increasing number of planning processes have identified 
the need to enhance the capacity of the community to provide services in French, and to ensure 
resources are effectively and appropriately used. The Comprehensive Health Care Plan, 
Council’s planning framework, recommended that Council work with the Francophone 
community to develop strategies to improve access to French language health services. 


The Hamilton-Wentworth Health Services Restructuring Report of the Health Services 
Restructuring Commission (November 1997) reiterated the importance of the issue of access to 
French language services. It directed the hospitals to work together with the Hamilton- 
Wentworth District Health Council (HWDHC) to develop and implement a plan for French 
language services in the hospitals. 


The goal of this planning process was to develop a framework for the enhancement of access to 
services for the French speaking communities in Hamilton-Wentworth. The identification of 
needs and criteria for enhanced access will assist service providers to respond appropriately. 
While including the hospitals, the scope of this planning process 1s the entire health care system. 
An overview of the planning process, along with a draft timeline is outlined in Appendix B. A 
planning advisory sub-committee of Health Council’s French Language Services Committee was 
established to assist with the planning process. Committee and Sub-Committee membership 1s 
detailed in Appendix A. 


The following activities were undertaken: 

e comparison of French speaking population with the general population, based on age and 
sex, to identify any differences which could influence need for services 

e literature review to identify any differences in need/demand for services by the French- 
speaking population 

e focus groups within the various French-speaking communities 

e demand surveys at the hospitals and the Community Care Access Centre (CCAC) 

e inventory of existing programs offering services in French 

e inventory of existing resources to assist groups/individuals to offer services in French 

e review of legislation and provincial policy requiring the delivery of services in French 


The French Language Services Committee, and the planning sub-committee, held a retreat on 
September 19, 1998. The purpose of the retreat was to: 

e define the values that would shape the planning process, 

e develop a vision statement, and 

e identify planning outcomes. 
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The following vision and outcomes were approved by Council in October 1998. The Mission 
and Vision were revised for clarity in April 1999. 


Mission 
Meeting the health needs of the French-speaking population in Hamilton-Wentworth. 
Vision 


An integrated health and social services system, responsive to the community, in the spirit of the 
French Language Services Act. 


Planning Outcomes 
A. Improved health status of the French speaking population 


e demonstrated change in the quality of life for the French speaking population 
e decreased incidence of disease 


B. Improved access for the French speaking population 


e better informed about how to look after themselves 

e increased utilization of primary care services by the French speaking population 

e increased participation in health promotion/prevention and community support programs 

e greater number of health promotion initiatives targetted to the French-speaking 
population 

e increased requests for French language services 

e more services available in French 

e increased number of contacts in French 

e better understanding of medical care by the French speaking population 

e better informed about available services 


C. Improved health care system 


e greater integration of French speaking population into planning processes 

e increased number of French speaking volunteers in system 

e satisfaction with access to French language health services 

e community supportive of French language services 

e programs and services that are seen as priority by the French speaking population are 
available in French. 
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Assumptions 


The group also exvlored the assumptions they brought into the planning process. These 
assumptions are: 


I 


i) 


More individuals want services in French than are asking for them. 


Individuals don’t ask for services in French because they don’t feel comfortable doing 
SO. 


If we create a more welcoming environment, it will increase the demand for services. 


There isn’t access to new resources, so we need to focus on existing capacity in terms 
of staff, resources and training. 


There are more resources in the community then we are aware of. 


We are taking a reasonable approach, accountable to the community and to the Ministry 
in the spirit of the French Language Services Act, but recognizing the constraints of our 
population base. 


The capacity of the community to provide enhanced access to services in French Is 
evolving, and will require that public education continue, and demand for services be 
monitored on an ongoing basis. 


The response on the part of the agencies to the French language population is part of 
their willingness to appropriately serve their diverse client base through a customer- 


focused approach. 


We want to celebrate diversity. 
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LEGISLATIVE AND LEGAL FRAMEWORK FOR FRENCH LANGUAGE HEALTH 
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The following outline describes the legislative context for the delivery of French language 
services in the community for healthcare services. It outlines the requirements of the French 
Language Services Act, the designation criteria, as well as other legislative and policy directions. 


The French Language Services Act 


The French Language Services Act was passed unanimously by the Ontario legislature in 
November 1986. It guarantees all people the right to communicate with the government and 
receive services in French without compromising the rights of English-speaking Ontarians or 
infringing on the rights of other linguistic groups. A direct result of the Act was the designation 
of 22 (now 23) areas where the French-speaking population makes up at least 10% of the local 
population in an area or is greater than 5,000 in an urban centre. It acknowledges the 
Government’s recognition of the contribution of the French-speaking population to the historical, 
cultural and linguistic heritage of Ontario. The rights extend to all French-speaking citizens 
whether French 1s their mother tongue or not. 


The Ministry of Health (MoH) is required, under the Act, to provide French-speaking residents 
of Ontario with reasonable access to health care services in their own language. It relies 
principally on the Ministry's funded health organizations, i.e., transfer payment agencies (TPA) 
for the provision of services. 


The first phase of the implementation of the Act with respect to health consisted in identifying 
which health agencies/services in designated areas should be provided in French. District Health 
Councils (DHC’s) serving designated areas were asked by the MoH to establish an effective 
network of French language health care services on a regional basis and to co-ordinate the 
implementation of this network. In November 1989, the Hamilton-Wentworth District Health 
Council (HWDHC) submitted its French Language Healthcare Needs Study, recommending the 
mix of agencies and/or services which should provide services in French in Hamilton. The list of 
agencies identified in this study is attached as Appendix C. The role of the DHC’s was to 
monitor the ongoing implementation of the French Language Services (FLS) district plan and to 
review new and expanded program proposals and initiatives to ensure that French language 
services issues are adequately addressed. (Guide for the Provision of French Language Services 
by Ontario Health Care Agencies, MoH, 1992). 


In 1994, the HWDHC, through its French Language Services Committee (FLSC), reviewed the 
work done by the Area Long Term Care office to identify which of the former Ministry of 
Community and Social Services (MCSS) funded long-term care agencies/programs transferred to 
the MoH should provide services in French. 
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New DHC guidelines were released in December 1998. They reiterated the responsibility of the 
District Health Councils to plan for the needs of the French-speaking community within their 
overall planning activities for their geographic area, and to review the designation plans and 
implementation plans of identified agencies. The list of agencies currently identified in 
Hamilton-Wentworth is included as Appendix C. They also requested the DHCs located in or 
serving designated areas to consolidate and update the regional plans. (Ministry of Health, 
District Health Council Guidelines for Implementing French Language Services, MoH, 1998) 


Designation Criteria 


The designation of transfer payment agencies in the provision of French language Services IS 
based on the following criteria for the implementation and development of services. 


1. Permanency and Quality of Service 


« Permanency of service means that the agency can guarantee that all the services in 
French provided to the public will be provided on a permanent basis. The agency 
accomplishes this through its mission statement, by-laws and policies. 

- Inorder to be able to implement its by-laws, the agency must have a human resources 
plan and provision for the recruitment, hiring and staffing of bilingual staff in order to 
ensure permanency of FLS. 

« To ensure high quality of services in French, there should be an adequate number of 
French-speaking staff and service providers who also meet all job or service 
requirements. The service is linguistically and culturally appropriate and is based 
upon a thorough knowledge of the needs of the French-speaking clientele. 


Bs Access to Service 


- Access to service means that the French-speaking population has the right to services 
similar or comparable to the English-speaking population. 

- To guarantee access to services the agency adopts staffing, hiring and recruiting 
policies to ensure that a sufficient number of French-speaking staff are available 


when needed. 
3. Effective Representation of Francophones 


Agency serving a designated area needs effective representation of the Francophone 
community at the Board and Management levels. 
In areas with a lower Francophone population, there should be at least one 


representative at the governance level. 
The presence of Francophone staff at the management level ensures that a 
Francophone perspective is present at the decision-making level. 
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4. Accountability for French Language Services 


Through its mission statement, by-laws, policies and service delivery, the agency 
board takes responsibility for the provision of French language services. It will adopt 
a French Language Service plan and monitor its implementation. Status reports 
should be available upon request by the Ministry. 


Other Legislative and Policy Requirements 


The Ministry of Health has required that access to services in French be addressed in the service 
system. For example: 


Community Care Access Centres located in or serving designated areas have been 
directed by the Ministry of Health to work toward being designated under the French 
Language Services Act. (Community Care Access Centres and French Language 


" Services - A Practical Guide, MoH, 1996) 


Each Pre-school Speech and Language Services District Plan will: “consider the 
needs of Francophone children in areas designated to provide Francophone services”. 
(Planning Guidelines for the Development of a Speech and Language Services 
System for Pre-school Children, MoH, 1996) 


Many of the Ministry of Health responses to the hospital/agency operating plans have 
indicated a need for individual agencies to address the issue of access to services for 
Francophones. 


The report of the Health Services Restructuring Commission reiterated the 
importance of the issue of access to French language services. It directed the 
hospitals to work together with the HWDHC to develop and implement a plan 
regarding French language services in the hospitals. The plan should include a 
determination of which programs at each site will be designated under the French 
Language Services Act and a schedule of events required for the implementation of 
the plan. (Hamilton-Wentworth Health Services Restructuring Report, HSRC, 
November 1998). 


In the Ministry’s response to the Hospital Operating Plans, the two acute care hospital 
corporations were asked to submit a FLS implementation plan before the end of 1998. 
They also directed the hospitals to address the direction of the HSRC in their reports 
to the Ministry. 


To receive ongoing funding under the Healthy Babies, Healthy Children initiative, 
Public Health Departments must submit implementation plans which: ‘“‘Consider the 
needs of Francophone families in areas designated to provide French language health 
services”. (Implementation Guidelines for the Healthy Babies, Healthy Children 
Program, MoH, 1997) 
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- Inthe transfer of services/programs from the province to the municipalities, 
Memorandums of Understanding will include a clause to ensure that the level of 
French language health service delivery is maintained in programs mandated under 
the Health Protection and Promotion Act. (In progress, Office of Francophone 
Affairs) 


« The new Ministry of Health District Health Council Guidelines asks the DHC's to 
develop/update their own implementation plans. They were also asked to consolidate 
and update the regional plans, reviewing the list of identified agencies in their 
planning area. (Ministry of Health District Health Council Guidelines for 
Implementing French Language Services, MoH, 1998) 


HISTORY OF THE FRENCH-SPEAKING POPULATION IN HAMILTON- 
WENTWORTH 


The community of Hamilton-Wentworth is composed of a diversity of cultures and population 
groups. This diversity is also evident in the various origins of the French-speaking population in 
the region. A large proportion of the French-speaking population in Hamilton has roots in 
Quebec and Acadia. Another large number come from the north of Ontario as well as eastern 
Ontario and its environs. A small percentage come from Alberta and Manitoba. French- 
speaking individuals from outside Canada come from France, Algeria, Belgium, Haiti, Vietnam 
and more recently, from Africa. 


Events leading to the presence of French-speaking individuals in Hamilton 


Etienne Brilé, a French explorer, visited and explored the area encompassing the region of 
Hamilton-Wentworth in 1616 and again in 1624. Etienne Brilé drew the first maps of the region 
and surrounding area. Robert Cavalier de la Salle and two priests landed in the area in 1669. 


By the early 1800's, Hamilton was an important port and heavy trade existed between the 
French-speaking merchants of the Maritimes and Quebec and the local Anglophone merchants. 


In 1830, the railway which linked Hamilton to Toronto and Montreal was finished thus 
increasing the interaction between the regions and the flow of people from one region to the 


other. 


By the middle of the century, it is estimated that over 300 French-Canadians who had come to 
work in the factories were living in the city and even then, were scattered all over and not 
concentrated in particular neighbourhoods. Over the next 50 years Hamilton companies 
regularly imported labourers from Quebec to work in their factories. 
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With the coming of the war in 1914 and the need to supply steel for arms and other war items, 
the steel industry grew quickly. The demand for labourers attracted workers from all over the 


country. 


In 1929, three of Hamilton’s large textile industries brought French-speaking specialists and their 
families from Sherbrooke to work in their plants. By 1930, because of the depression, there was 
a migration into the area of French-Canadians looking for work. They came from all over 
Canada, but mostly from Quebec and the Maritimes. 


After the 2’ World War, production increases and increased demand resulted in the expansion of 
industry and the work force. At the start of the war some 35,000 people worked in Hamilton’s 8 
largest industries; that number increased by 5,000 in 1940 and another 10,000 in the following 
two years. The workers, some of whom were French-Canadian, came from all over the country. 
In 1941, because of the migration of Quebequois, Franco-Ontarians from the north, French 
Canadians from the Maritimes and Canadian Francophones from the western provinces, French 
was the 3™ most used and heard language in Hamilton after English and Italian. Also, over the 
course of the war, some 3000 French Canadian soldiers and their families were stationed at a 
military base in the area. After the war was over, many elected to stay in Hamilton to work in 
the factories because wages were relatively high compared to the rest of the country. 


In the late 80's, economic changes in the country had started to weaken Hamilton’s energetic 
economy. Nevertheless, even with the recession, the economic situation was still better in 
Hamilton than in the Maritimes and Quebec, and immigration continued. 


In recent years increasing numbers of French-speaking individuals from outside Canada have 
settled in Hamilton- Wentworth. Using Canadian Census data, analysts at the Office of 
Francophone Affairs estimate that almost 560 of Hamilton-Wentworth’s F rench-speaking 
population are part of a racial minority’. The statistics reflect data gathered from citizens with 
landed immigrant status and refugee status but not refugee claimants. Some of their countries of 
origin include Burundi, Chad, Rwanda, Zaire, the Ivory Coast, Tunisia, Egypt, Morroco, Benin, 
and Algeria. Some of these individuals learned French as a function of their refugee experience. 
As refugees they may have a high burden of illness. As well, having not been recruited for 
specific employment opportunities as had previous waves of French immigration, they may have 
significant difficulties finding suitable employment. 

In the period between October 1, 1998 and December 31, 1998, Heritage Council of Fort Erie, a 
settlement service, saw 528 refugee claimants arriving at borders in Niagara, all first time clients. 
Fifty-two percent ( 272) of those had French as a second language. A significant number of 
those are expected to migrate to Hamilton-Wentworth. ” 


' Office of Francophone Affairs 
. Heritage Council of Fort Erie, Settlement Service Statistics, October 1, 1998 — December 3 1, 1998. 
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SUMMARY OF THE PROFILE OF THE FRENCH-SPEAKING POPULATION IN 
HAMILTON-WENTWORTH 


The Census Canada data indicates that the number of individuals who indicate that French is one 
of their mother tongues is decreasing. The Ministry of Health and the HWDHC use this 
indicator as the surrogate for the number of French-speaking individuals. In Hamilton- 
Wentworth, the total of this population numbered 7,630 in 1996, down from 8,095 in 1991 and 
8,240 in 1986. The French-speaking population in Hamilton-Wentworth represented 1.6% of the 
total Hamilton-Wentworth population in 1996, down from 1.8% in 1991 and 2.0% in 1986. 


Overall, the French-speaking population was under-represented in the younger and over- 
represented in the older age groups. Almost half of the French-speaking population (46.9%) is 
over 45. This compares to a similar figure in the general population of 35.0%. 


Selected Determinants of Health 


e The proportion of French-speaking youth aged 15 — 24 in Hamilton-Wentworth who did not 
attend school was the highest of the 4 groups surveyed at 39.7%. The next highest rate was 
33.5% for Ontario French-speaking youth. 


e 20.4% of the Hamilton-Wentworth French-speaking population aged 15 years and over had 
less than Grade 9 schooling. Comparatively, only 11.5% of the total Hamilton-Wentworth, 
10% of the Ontario, and 15.2% of the Ontario French-speaking population had less than 
Grade 9 education in 1996. Conversely, university graduates represented 8.8% of the 
Hamilton-Wentworth French-speaking population while university graduates made up 11.6% 
of the total Hamilton-Wentworth, 14.9% of the Ontario, and 12.2% of the Ontario French- 


speaking population. 


e The rate of participation in labour force by the Hamilton- Wentworth French-speaking 
population aged 15 years and over was 59.1%. Comparatively, the total Hamilton- 
Wentworth population was 62.9%, for Ontario the figure was 66.3%, and for the Ontario 
French-speaking population the figure was 63.8%. These differences were significant in the 


45 — 64 age group. 


e In 1995, the Hamilton-Wentworth French-speaking population had a higher median income 
($20,056) than the total Hamilton- Wentworth population ($19,980). Similarly, the Ontario 
French-speaking population had a higher median income ($21,278) than the total Ontario 
population ($20,678). This difference may be a function of the larger proportion of French- 
speaking individuals in Hamilton- Wentworth in the older age categories. 
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The province collects detailed information on a range of health, nutritional, social and lifestyle 
variables through the Ontario Health Survey. Results for the province suggest that the French 
speaking population is not as healthy as their English-speaking counterparts, on such variables as 
health problems, self-rated health, and self-reported well-being. As well, the French-speaking 
population seemed to be taking more health risks in such areas as driving, smoking, and use of 
alcohol,. In particular, French-speaking drinkers aged 55 — 64 were significantly more likely to 
drink alcohol on a daily basis, to drink 15 or more alcoholic beverages per week, to drink and 
drive, and to report problems related to their drinking. 


EXISTING DEMAND FOR SERVICES 


Two initiatives were undertaken to quantify the demand for health care services by the French- 
speaking population of Hamilton-Wentworth. The first was a series of focus groups and the 
second was a demand survey at the three hospital corporations and the Community Care Access 
Centre. 


Focus Group Results 


In order to get a balanced picture of the need and interest in French language services in the 
Hamilton-Wentworth community, it was essential to speak directly with the French-speaking 
population. It was decided to use a focus group approach, targeted to particular communities 
within the French-speaking population. 


Methodology 


Eleven groups were scheduled of which three were open to the general public and the remainder 
targeted at certain populations within the community. Ten of the scheduled groups were to be 
facilitated in French by a French-speaking facilitator; the remaining group was held in English. 
Of the eleven groups scheduled, three were not held due to the lack of participants. 


The groups were asked to provide insight into how to improve their access to health care, 
through the use of stories. Participants were encouraged to think broadly across the health 
sector, from health promotion to hospitals and also to be quite practical in their suggestions for 
improved access. We did not question their experiences, or provide alternative information; it 
was their perceptions we were interested in. Their opinions are presented here as articulated. 
Even if their perceptions can be “proven” to be incorrect, it is still important to understand the 
perceptions the French speaking population has about the health care system, because that 
perception informs their choices. 


Extensive effort went into focus group recruitment. The size of group varied from one 
participant to approximately fifteen. Those focus groups with one or two participants were more 
like interviews, and those individuals had greater opportunity to articulate their concerns than 


those in larger groups. 
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Although turnout was poor, much valuable information was gathered. Those individuals who 
participated had strong feelings about their access to the health care system, and used strong 
language. They talked about fear and intimidation, and their frustrations with the system. They 
expressed concerns regarding discrimination. They expressed a fear that they would receive less 
or worse service if they were too forceful in demanding treatment in French. They also indicated 
that the language bairier caused them to feel a loss of control and isolation. They suggested that 
many French speaking patients are afraid to ask questions for fear they inay appear ignorant. 


Participants identified the following themes: 
e Lack of Privacy when you had to bring a friend or family member to translate. 


e Information and forms - the lack of French language or bilingual information and forms (lab 
instructions, health information, consent forms, prescriptions etc.) lead to delays in 
processing and misunderstandings. Also, participants were discouraged by the long wait for 
documentation requested in French. 


e Lack of Availability of information about French health services in the community 


e Concerns with the present quality of services, for example, at times French services are 
advertised but the French language capability of the person who is supposed to be bilingual is 
insufficient. As well, participants were divided about the services offered at the Centre de 
santé communautaire Hamilton-Wentworth/Niagara (CSC). 


e Emergency Services - Participants identified the difficulty in responding to or asking 
questions of non-French-speaking hospital staff while in crisis, lack of support, fear of 
misdiagnosis, and difficulty in understanding the treatment plan. 


e 911, ambulance, and other emergency services: fear of delay or misdiagnosis due to language 
barriers, which are exacerbated during a crisis. Participants feared that language barriers 
caused them to receive or give incomplete or misinformation in medical emergencies 


e Delays in services - Participants expressed a fear that they would receive less or worse 
service if they were too forceful in demanding treatment in French. 


e Accessibility - Some participants were aware of some French-speaking medical professionals 
in the community but believed that they operated at full capacity and could not accept new 


patients. 


e Participant suggested many French speaking patients are afraid to ask questions for fear they 
may appear ignorant. 


e Participants felt when French services were offered it was by chance rather than planned (..e. 
the medical professional just happened to speak French). 


1] 
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Specific problems for recent immigrants 

e There were problems for participants who were new to the community because of a 
reluctance on the part of health services to accept immigration papers or other documentation 
that is used while they wait for the arrival of Ontario recognized cards. 


e Participants expressed an overall need for access to French-speaking personnel for social 
services, immigration services and legal services. 


Suggestions from participants 

Suggestions participants made about service provision have been included in the following list. 
They have not been validated or prioritized, thus it is possible that there are contradictory 
suggestions, as well as suggestions that would not be supported in the broader French-speaking 
population or by service providers. 

Services 


e “Floating” French-speaking staff person in hospitals to act as a translator. 


e <A hospital designated to provide services in French. Participants felt all French medical 
services could be identified and coordinated at this location for smooth operation. 


¢ More effort to hire French-speaking medical professionals (includes: emergency services, 
home care providers, public health nurses, doctors, specialists, etc.) 


e Testing to ensure the proficiency of services advertised as “French-speaking”. 
e Incentives for medical professionals to learn French and to offer services in French. 


¢ Participants felt efforts should be made to offer French services that were culturally sensitive. 
For example, the availability of a French-speaking gynecologist who was also a woman. 


Information 


e Directory of community medical services available in French (includes facilities, doctors, 
dentists, counselors, pharmacists, and other heath services). 


e A “welcome kit” for new French speaking members of the community which should include 
a directory of French services and information on access. 
e Information and forms translated and made available in both official languages. 


e Public Health information should be available in both languages. 


e Participant identified the value of an updated listing of physicians who speak French who 
will take new patients. Such a listing would have to be updated on a regular basis. 
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The Centre de santé communautaire could act as a liaison for information on French services 
offered in the community. 


DEMAND SURVEY 


Background 


This project was to try to assess potential demand for French language services in the hospitals 
and the Community Care Access Centre (CCAC). These organizations were chosen as they had 
a large volume of potential clients in a short period of time, and thus there would be sufficient 
numbers to assess the relative demand for service. The approach was to »xplicitly ask all new 
clients about their language preference for service. This was in response to the perception that 
individuals did not currently ask for service in French, even though they might have preferred it. 


Methodology 


The following intake points for clients were identified: 


Acute care hospital intake is through: 
e admissions 

e the Emergency Department 

e outpatient clinics 


Intake at St. Peter's is through: 
e Placement Coordination Services of the CCAC 


e outpatient clinics 


Intake at the CCAC is through: 
e hospital case managers 
e community-based case managers 


The following question was added to the various intake forms/screens at the hospitals between 
September 15 and November 15. At the Community Care Access Centre, this question was 
already asked, and thus information was collected through a special data search. 
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We're doing a survey about languages and services. 
- What is your language preference?: 
oO French 
oO English 
ia Other (please specify) 


As the question for language preference was only asked once, the results did not capture those 
individuals whose second language preference might be French. An example of this could be 
those individuals whose first language preference was Vietnamese, or Haitian. 


The data regarding language preference was linked with the following demographic 
characteristics: 

e age 

e sex 

e site, including which outpatient clinic/service 


It was not possible to link the language preference with clinical conditions, i.e. cardio-vascular 
disease, cancer, as information on where the client presented is not linked to the clinical patient 
chart. 


The individuals who indicated a preference for services in French were compared with the 
general patient population by age and sex to determine if there were any notable differences 
between the groups. Groups were not compared by location of service, as the numbers of 
individuals indicating a preference for services in French was so small and the number of 
possible locations was so large. 


The questions were asked by hundreds of individuals across the six survey sites. It is impossible 
in that situation to eliminate interviewer bias. All efforts were made to encourage clients to 
indicate their preference, and they were told that this information was being collected for 
research purposes. This was to allay their concerns that responding to the question affirmatively 
could impact on their immediate service delivery options. 


The Results 
It was only possible to collect data at the Henderson and General site of the HHSC. 


As the Community Care Access Centre (CCAC) already collected data on language preference, 
their charts were generated summarizing their existing data over the required time period. 
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Requests for Service by Language - The Hamilton Health Sciences Corporation’, St. Joseph’s 
Hospital, and St. Joseph’s Community Health Centre 


Language Number of Patients’ Indicating Percentage of Patients* Indicating 
Language Preference, Language Preference, Sept. 15 - Nov. 


Sept. 15 - Nov. 15, 1998 15, 1998 
English 
French 
Chinese 
German 


Greek 


be 
we 
S| 4 
) 
BR 


Hungarian 


Serbo-Croatian Languages 


Ukrainian 


Vietnamese 


Other 


TOTAL 


General and Henderson sites only 


*Separate requests listed as separate patients 


° The unknown responses were likely a result of the patient declining or unable to answer the question, or pre- 


registration at night. 
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Requests for Services by Category, General Site of the HHSC 


Includes 7 private outpatient 
X-Ray requests” 


Requests for Services by Category, Henderson Site of the HHSC 


i ns ake: 
aa | aN alee | 
fEneameermom 


Outpatient & Same Day Care Includes 8 for physiotherapy 
clinic 


Diagnostics, including X-Ray includes 5 private out-patient 
X-ray requests’ 


Private X-ray procedures refer to an X-ray referral by a family physician where the patient has come to an 
on-site radiology centre as opposed to a community centre. Communication with G. Smith, January, 1999. 
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Requests for Services by Category, St. Joseph's Hospital 


Requests for Services by Category, St. Joseph's Community Health Centre 


oor Oe Ty PA 


fi 
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St. Peter's Hospital 
Number of individuals | Number of individuals’ seeking 
indicating a preference | service at St. Peter’s Hospital 


for service in French 
at St. Peter’s Hospital 


Behavioural Health a 


Major Systems/ 14 29 
Palliative Care 

Chiropody — 

Outpatient* 

Outpatient Clinic - 

PVOT 


Rehabilitation soreness 
DayHospial [o_o fo 
TOTAL pfs fs iss 


’These numbers indicate individuals. For this time period, the number of service requests is essentially the 
same as the number of individuals. 


Clerk is .5 FTE, thus 50% of the patients who came in were surveyed 
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Overview of Services Received by Clients Requesting Services in French from the CCAC, 
Sept. 15 - Nov. 15, 1998 


Number of requests for services Number of service requests from 
in French from the CCAC, by the CCAC, by service 
service 


CEINIGAT Male Female Total Male Female Total 
C comets 


Hememans_ Raye 
Therapy 

Physiotherapy ee joss | 1573 
eneg__{2__f3_fs_acs_ 2504 | S012 


Nutrition | 


Occupational 
Therapy 


School 
Physiotherapy 


School Speech 
Language 


TOTAL 
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Analysis 


A very small proportion of the individuals polled indicated that they would prefer services in 
French. As the numbers are so small, it is difficult to draw any conclusions about demand for 
services, and specifically whether the French-speaking population 1s different in its requests for 
service than the population as a whole. 


Despite that caveat, there are a few conclusions which may be possible. In the acute care 
hospitals, demand for service was largely grouped in the Emergency Departments and Medical 
Diagnostic services and more concentrated in the downtown area of the city. Service demand at 
St. Peter’s Hospital was similar for the French and total client population. The CCAC data show 
that requests for nursing services were proportionately lower. Requests for services in 
physiotherapy were higher, particularly for school-based physiotherapy services. As well, 
services for school-based occupational therapy were proportionately higher. This 
proportionately higher request for CCAC school based services could be related to the existence 
of French schools, or a French-speaking case manager. 


AVAILABLE RESOURCES 


Information was collected about the availability of French language health care resources in 

Hamilton-Wentworth. It included information on health care professionals, programs and 

services available in French, training resources, and publications. It was compiled through a 

variety of sources, including: 

e Discussions with hospital staff 

e Discussions with staff of agencies who’ve been identified to provide French language 
services 

e DHC study to identify French speaking primary care physicians 

e College of Physicians and Surgeons data base 

e Discussions with staff at the Centre de santé communautaire 

e Input from Public Health Department 

e Community Information Services Inventory of Community Services 

e Colleges des Grand Lacs calendar of programs 

e Discussions with other French Language Services Coordinators 

e List of publications translated through the French Language Service Translation Service 


PHYSICIANS 
The HWDHC surveyed general practitioners and family physicians to determine the number of 
primary care physicians who could speak languages other than English. Of the 177 physicians 


who responded to the survey, 15 reported that they could speak French fluently and another four 
indicated they could communicate well in that language. 


The Centre de santé communautaire (CSC) has a full-time physician providing service in French. 
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Specialists 


From the College of Physicians and Surgeons database, data about language was extracted for 
physicians in specialty areas. In Hamilton- Wentworth there were 99 specialists who indicated 
they were fluent in French. 


OTHER HEALTH CARE PROFESSIONALS 


St. Joseph’s Hospital, the Hamilton Health Sciences Corporation, the Hamilton Psychiatric 
Hospital, and St. Peter’s Hospital all have some bilingual professional and medical staff. 


The CCAC has a French-speaking case manager working with the French schools. 


The Hamilton-Wentworth Regional Public Health Department currently has a full-time French- 
speaking Public Health Nurse assigned to delivering public health services to the French 
language community. This assignment includes working with the French language schools and 
the Centre de santé communautaire. 


Superior Ambulance has nine bilingual Paramedic 1’s on staff. 


The Hamilton Regional Cancer Treatment Centre has medical and professional French-speaking 
staff. 


A number of community agencies have French-speaking staff. 


PROGRAMS 
Centre de santé de communautaire de Hamilton-Wentworth-Niagara 


The centre de santé communautaire de Hamilton- Wentworth-Niagara has been in operation since 

1992. It began offering clinical-medical services in the fall of 1997 and is working in partnership 

with other health care agencies to provide services in French. It provides the following programs: 

e Assault prevention programmes in the French schools, as well as self-defence for women and 
teenage girls 

e A violence survivors’ support program, including counselling and workshops for women, 
accompaniment to appointments, support group, and a crisis line available Monday to Friday 
from 9 a.m. until midnight. 

e A French-speaking newcomers’ settlement programme, including reception, home visits, 
support groups, individual and family counselling, assistance with housing acquisition, 
medical and legal process, material support, and education system information and orientation 

e Family and young children’s programme, which includes professional counselling, home 
visits, community resource information, food supplementation for pregnant women, education 
and information workshops, parent support groups, programming for high risk children, 
involvement in the Healthy Babies/Healthy Children initiative 
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e Seniors’ program, which includes group fitness, professional counselling by a nurse, dietician, 
social worker, home visiting by both professionals and volunteers, blood pressure monitoring, 
community resource information and workshops 

e Nutrition program, which includes a pre and post natal program, a school Nourishment 
program, food supplementation for families in need, individual counselling and consultation 

e Individual and family counselling for individuals or families having aifficulty dealing with 
separation, divorce, loss of a parent or friend, addiction, stress, etc. 

e Community action programming, including health education and information workshops, 
interpretation between client and health professionals in hospital, clinic, or physician’s office, 
social activities, health promotion activities 


Other Programs 


Services in French are provided in the Healthy Babies/Healthy Children Program via the Centre 
de santé communautaire, ensuring the provision of services in French to pregnant women and 
families with children 0 — 6 years of age. Healthy Babies/Healthy Children is administered by the 
Public Health Department 


New Choices is a community-based initiative based at Grace Haven providing service to 
women/teens who have alcohol/drug concerns and are pregnant or have young children. This is 
an inter-agency program with formal links to the Centre de santé 


Anonymous HIV/Aids testing by a French-speaking Public Health Nurse is available through the 
Centre de santé. 


The Hamilton Regional Cancer Treatment Centre has developed a protocol that allows a client 
who requests it to receive services in French during their stay. 


INFORMATION SERVICES 


The Health Extension 


Health Extension, administered by St. Joseph’s Hospital, is a free and confidential service, which 
provides information on health, and health related issues. Approximately 25% of the messages 
are in French. A trailer at the end of French messages directs the caller to the Centre de santé for 


more information on a subject. 
Cancer Information Service 


Cancer Information Service is a toll-free, bilingual, confidential service. It is staffed by 
professionals and specially trained lay volunteers and answers basic or personal questions about 


various aspects of cancer. 
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Provincial Child Health Line 


The Kids Help Phone is a 24-hour, bilingual, toll-free telephone counselling service for children 
and teens. It is professionally staffed and provides counselling, information, and referral services 
for children experiencing a wide variety of problems and concerns. 


TRAINING 
College des Grand Lacs 


Collége des Grands Lacs provides upgrading, training and college level education targeted at 
French speaking students in the area from Simcoe Region to Niagara. 


French Language Training Program 


In order to increase the number of health care providers able to provide services in French, the 
Ministry of Health will reimburse the tuition fees of health care employees who take French 
language courses and who qualify by meeting the criteria set by the Ministry. This program is 
administered by the Hamilton-Wentworth District Health Council and is managed by the French 
Language Services Coordinator. 


OTHER RESOURCES 

French Language Services Coordinator 

The French Language Services Coordinators assist identified agencies to develop 
implementation plans for providing French language services. They also can provide informal 
assessments of language proficiency for designated positions. Cancer Care Ontario has a French 
Language Services Coordinator who works with the Cancer Treatment Centres in the province to 


plan and implement French language services. The Coordinators are fully funded by the 
Ministry of Health. 


Regional Translation Services 


Translation services are available to all Ministry-funded agencies identified to offer services in 
French. Only materials, forms and documents intended for the public can be translated. 


Centre for Addiction and Mental Health 


The Community Health and Education Department of the Addiction Research section of the 
Centre for Addictions and Mental Health has an individual whose role includes being a French 


resource for the south-west Region. 
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PUBLICATIONS 


Regional Translation Services has translated many forms and publications for organizations in 
the Hamilton-Wentworth region. The list included in the inventory document is only a start to 
cataloguing, as it is likely that more resources exist in these and other organizations. 


A Framework for French Language Services 
Hamilton-Wentworth District Health Council May 1999 


OVERVIEW 


THE PLATFORM 
A. Developing a Culturally Welcoming Environment 


The focus groups identified the lack of comfort individuals felt asking for services in French. In 
order to address this issue, the “base” of the platform supporting access to French language 
services is a culturally welcoming environment in local health care organizations. This 
environment will be supportive of the multiple French-language cultural groups, as well as other 
language and cultural groups, and provide appropriate supports to the customer — a goal of 
customer focused service delivery. The creation of this environment requires resources as well 
as organizational leadership, but does not require the availability of Frencn speaking staff. 


The District Health Council recommends that: 


e all healthcare organizations review their value and mission statements and organizational 
policies for cultural and linguistic sensitivity. 


e all healthcare organizations work in partnership with the French-speaking community to 
increase their participation in planning processes 


e all healthcare organizations promote the use of French/English bilingual signage where 
International signage is not appropriate. 


e all healthcare organizations make every effort to expand their base of French-speaking 
employees whenever possible. 


B. Bilingual Forms 


The focus groups identified particular circumstances where the lack of French laboratory 
instructions was detrimental to the delivery of quality care. Thus, the next step in the platform is 
the provision of relevant forms and information in French. The experience of the French 
language community suggests that unless translated forms include both languages on the same 
piece of paper, the French forms are not as readily available. 


The DHC recommends that: 


e allclient and volunteer forms be bilingual, and that French and English appear on the same 


form 


° healthcare organizations have available in French descriptive and promotional materials for 
services they provide in French 
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Network of 
French- 
Speaking 
Service 
Providers 


FLS 
Resources 


Information, 
Promotion & 
Education re 
Service 

Availability 


Bilingual Intake 
Capacity 


Bilingual Forms 


Culturally Welcoming 
Environment 
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information about healthcare organizations be available in French, e.g. mission statements, 
organizational brochures 


C. French/English Bilingual Intake Capacity 


The last step in the piatform is that of enhancing French intake capacity. The process identified 
that individuals were aware that it is not possible for each agency to have bilingual intake staff. 
However, it is important that each agency enhance bilingual intake capacity and attempt to create 
access to this service on a timely basis. Strategies could include electronic forwarding to a 
bilingual staff person, or partnerships with other agencies who do have this staff capacity. It is 
important that the response be automatic, and not require exceptional requests, otherwise the 
French speaking population will be discouraged from taking advantage of it. 


The DHC recommends that: 


e all healthcare organizations work towards French access/coverage of intake for identified 
French-language services. 


® all healthcare agencies network with other organizations in their sector to develop access to 
intake services in French. 


THE SUPPORTS 
D. Specific Services 


The need for specific services in French was identified in several ways: 
e Focus group consultations 

Demand surveys 

Population profile 

Interviews with the Centre de santé communautaire 


The services identified through the focus groups and the demand surveys at the institutions 
identified the following services as needing to be provided in French: 

e Emergency services 

e Radiology and laboratory services 

e Pharmacy services 


The interview with the Centre de santé highlighted the high burden of illness for some of the 
recent French-speaking immigrants and refugees. It also identified the holistic nature of the 
response required for these individuals, and thus the need for enhanced primary care services. 


The profile of the French speaking population suggests that this group undertake significant high 


risk behaviour, and would benefit from targeted health promotion activities. These activities 
should be broader than health information marketing, and include community development 
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activities. Other high risk behaviours identified in the profile suggest the need for addiction 
treatment services. 


One of the challenges of providing services in French is the limited number of bilingual staff and 
other resources in the community. Thus it will be necessary to focus on existing French- 
speaking staff and making the best use of their time. For this to be possible a number of issues 
have to be addressed including: 


e all existing French-speaking health professionals need to be identified. 


e in order for staff to address the demands of supporting service provision in French, a work- 
load adjustment mechanism will have to be developed. 


e it will be important to clarify the expectations of the role of French-speaking staff in 
supporting clients, both for the agency and for the individual. At times, it has been perceived 
that the staff person should be available to “sit” with the client, and that may not be possible. 


¢ since many French-speaking individuals receive their heaithcare training in English they do 
not necessarily feel confident providing professional services in French, even though they 
may be fluently bilingual. Thus, practicum opportunities in a French-speaking environment 
are essential. 


There is also a need to celebrate the skills and experiences of existing staff, which could be 
combined with broad-based “sensitization” activities within a given institution or agency, and 
assist in the development of a culturally welcoming environment. 


The DHC recommends that: 


e the Hospitals work together to identify a specific site in the lower city where Emergency 
Department services can be delivered in French 


e the Hospitals, primary care physicians and laboratory and radiology services work together to 
identify laboratory and radiology services which can be delivered in French. 


e the Ministry of Health fund a French-speaking nurse practitioner resource at the Centre de 
santé communautaire to help address the needs of the refugee community. 


e the Hamilton District Pharmacists Association identify at least one pharmacy in the 
community which can provide service in French. 


e the Integrated Service Planning Project for Addictions Services explore the provision of 
addiction treatment services in French. 
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e the City of Hamilton/Region of Hamilton-Wentworth Social and Public Health Services 
Division develop a plan to enhance the provision of health promotion services to the French- 
speaking population. 


e all healthcare organizations promote the awareness and use of the French Language Services 
Office French language training program to support the language capacity of their French- 
speaking staff. 


e all healthcare organizations maintain an inventory of staff who can provide professional 
services in French 


e all healthcare agencies make every reasonable effort to fill vacancies in identified services 
with bilingual French-speaking staff, (with recruiting assistance from the FLS Coordinator 
and the Centre de santé). 


@ the Faculty of Health Sciences and McMaster University facilitate placements of student 
health and social service professionals in French language environments 


E. The Network of French-Speaking Service Providers 


There are a limited number of French-speaking service providers in Hamilton-Wentworth. Thus, 
the need to maximize the use of this resource 1s crucial. A virtual network of French-speaking 
service providers is key to utilizing existing resources effectively. 


The task of the network would be to allow individuals to receive their services in French no 
matter where their need was identified as long as there was a provider somewhere in the 
community with the capacity to provide that service. This network could start in the healthcare 
sector, but for maximum success it will be important to include service providers from other 
sectors including social services and education. The network will ultimately provide a 
professional community for French speaking service providers, and make Hamilton-Wentworth a 
more attractive employment destination for them. 


The DHC recommends that: 


e the DHC in partnership with the Centre de santé facilitates the development of a Network of 
French-speaking Service Providers. 


F. Information, Promotion and Education 


There are likely more resources available in French than the Hamilton- Wentworth community is 
aware of. To maximize the use of existing resources, it is essential that the availability of French 
resources and services be publicized. An accessible centralized information “centre” is required 
where individuals and referring agencies can find out where services and other resources are 
available in French. The inventory compiled for this planning process would serv~ as the start 
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for this information base. Specific suggestions for information access include one central access 
number and a central web-page with links to other French programs. 
The DHC recommends that: 


e Community Information Services, the Community Care Access Centre, the Centre de sante, 
and the French Language Services Coorcinator develop a plan/proposal to strengthen 
consumer access to information about French language services. This plan should be 
brought to the DHC by December 1999. This plan would include a strategy to update the 
resource inventory developed through the planning process. 


G. Ministry of Health, French Language Services 


The translation and training resources currently provided by the Ministry to agencies identified 
to provide services in French 1s a valuable resource to support the Hamilton- Wentworth system. 


The DHC recommends that: 
e the Ministry of Health, French Language Services Office, continue to provide translation 
services and access to French language training to identified agencies. 

H. Strategies for Ongoing Monitoring and Evaluation 

The need to monitor the priority needs of the French-speaking population on an ongoing basis is 
essential in order to address their concerns. As explicit demand for French-speaking services is 
low, it is also important to heighten agency awareness of these issues and ensure that they 
monitor client preference. A summary community document will ensure that resources are 


allocated appropriately. 


In order to determine the ongoing demand for services in French, the DHC recommends that: 


e all healthcare organizations work towards a standardized question regarding preference for 
language of service at point of intake and admission. 


e all healthcare organizations include a question on French services on their customer 
satisfaction surveys. 


e all healthcare organizations track utilization of existing French language services. 
e all healthcare organizations track unfulfilled requests for services in French. 


e all healthcare organizations share monitoring data with the DHC to assist with planning 
activities. 


e the DHC develop a bi-annual report on the state of French-language services. 
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RECOMMENDATION SUMMARY 


May 1999 


THE PLATFORM 
A. Developing a Culturally Welcoming Environment 
The District Health Council recommends that: 


1. all healthcare organizations review their value and mission statements and organizational 
policies for cultural and linguistic sensitivity. 


2. all healthcare organizations work in partnership with the French-speaking community to 
increase their participation in planning processes 


3. all healthcare organizations promote the use of French/English bilingual signage where 
International signage is not appropriate 


4. all healthcare organizations make every effort to expand their base of French-speaking 
employees whenever possible 


B. French/English Bilingual Forms 
The DHC recommends that: 


5. all client and volunteer forms be bilingual, and that French and English appear on the same 


form 


6. healthcare organizations have available in French descriptive and promotional materials for 
services they provide in French 


7. information about healthcare organizations be available in French, e.g. mission statements, 
organizational brochures 


C. French/English Bilingual Intake Capacity 


The DHC recommends that: 


8 all healthcare organizations work towards French access/coverage of intake for identified 
French-language services. 


9 all healthcare organizations network with other organizations in their sector to develop access 
to intake services in French. 
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THE SUPPORTS 


D. 


Specific Services 


The DHC recommends that: 


10. 


14. 


Le 


16. 


LZ, 


LD. 


the Hospitals work together to identify a specific site in the lower city where Emergency 
Department services can be delivered in French. 


. The Hospitals, primary care physicians and laboratory and radiology services work together 


to identify laboratory and radiology services which can be delivered in French. 


. the Ministry of Health funds a French nurse practitioner resource at the Centre de santé 


Communautaire to help address the needs of the French-speaking refugee community. 


. The Hamilton District Pharmacists Association identify at least one pharmacy in the 


community which can provide service in French. 


the Integrated Service Planning Project for Addictions Services explore the provision of 
addiction treatment services in French. 


the City of Hamilton/Region of Hamilton-Wentworth Social and Public Health Services 
Division develop a plan to enhance the provision of health promotion services to the French- 
speaking population. 


all identified healthcare organizations promote the awareness and use of the French 
Language Services Office French language training program to support the language capacity 
of their French-speaking staff. 


all healthcare organizations maintain an inventory of staff who can provide professional 
services in French 


. all healthcare organizations make every reasonable effort to fill vacancies in identified 


services with bilingual French-speaking staff, (with recruiting assistance from the FLS 
Coordinator and the Centre de santé). 


the Faculty of Health Sciences and McMaster University facilitate placements of student 
health and social service professionals in French language environments 
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E. The Network of French-Speaking Service Providers 
The DHC recommends that: 


20. the DHC in partnership with the Centre de santé facilitate the development of a Network of 
French-speaking Service Providers. 


F. Information, Promotion and Education 

The DHC recommends that: 

21. Community Information Services, the Community Care Access Centre, the Centre de sante, 
and the French Language Services Coordinator develop a plan/proposal to strengthen 
consumer access to information about French language services. This plan should be brought 


to the DHC by December 1999. This plan would include a strategy to update the resource 
inventory developed through the planning process. 


G. Ministry of Health, French Language Services 

The DHC recommends that: 

22. the Ministry of Health, French Language Services Office continue to provide translation 
services and access to French language training to identified agencies. 

H. Strategies for Ongoing Monitoring and Evaluation 

In order to determine the ongoing demand for services in French, the DHC recommends that: 


23. all healthcare organizations work towards a standardized question regarding preference for 
language of service at point of intake and admission. 


24. all healthcare organizations include a question on French services on their customer 
satisfaction surveys. 


25. all healthcare organizations track utilization of existing French language services. 
26. all healthcare organizations track unfulfilled requests for services in French. 


77. all healthcare organizations share monitoring data with the DHC to assist with planning 


activities. 


28. the DHC develop a bi-annual report on the state of French-language Services. 
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FRENCH LANGUAGE SERVICES COMMITTEE 


Marie Lynch 
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Catherine Morel’ 
Rémi Desrochers 
Pére Jacques Fortin 
Michelle Cooper 
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Lucie Charest-Hukui 


Ginette Cormier 
Johanne-Louise Giroux 


Gérard Parent 


Staff: 
Maggie Fischbuch 
Micheline Wylde 


Marion Emo 


” resigned December 1998 


- St. Joseph’s Hospital 

- Centre de santé communautaire, Hamilton-Wentworth-Niagara 
-Hamilton-Wentworth R.C.S.S. Board 

- Community Member 

- Eglise Notre Dame du Perpétuel-Secours 

- The Cooper Group Consultants 

- Canadian Centre for Occupational Health & Safety 


- City of Hamilton/Region of Hamilton-Wentworth Social & 
Public Health Services Division 


- Hamilton Psychiatric Hospital 
- Community Member 


- Ministry of Health, French Language Services (2x : off: ei >) 


- Senior Health Planner 
- French Language Health Services Coordinator 


- Executive Director (ex-officio) 
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FRENCH LANGUAGE SERVICES PLANNING SUB-COMMITTEE 
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- Victorian Order of Nurses 


- Quality Management & Strategic Planning, 
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- Social Planning & Research Council 


- Ministry of Community & Social Services 


May 1999 


- Centre de santé communautaire, Hamiltca-Wentworth-Niagara 


- Hospital Health Sciences Corporation 


- City of Hamilton/Region of Hamilton-Wentworth Social & 


Public Health Services Division 


- The Cooper Group Consultants 
- Canadian Centre for Occupational Health & Safety 
- Alzheimer Society for Halton- Wentworth 


- District Health Council 


- Ministry of Health, French Language Services (ex-officio) 


- Senior Health Planner 


- French Language Health Services Coordinator 


- Executive Director 
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French Language Health Services 
List of Identified Agencies, Programs and Services 
(From 1989) 
e Hamilton-Wentworth District Health Council 


Conseil régional de santé de Hamilton-Wentworth 


e Hamilton Health Sciences Corporation (previously Chedoke-McMaster Hospitals and 
Hamilton Civic Hospitals) 


e St. Joseph’s Hospital & St. Joseph’s Community Health Centre 
e St. Peter’s Hospital 


e Public Health Services component of the City of Hamilton/Region of Hamilton-Wentworth 
Social and Public Health Services Division 


e Hamilton-Wentworth Community Care Access Centre 
Centre d'accés aux soins communautaires de Hamilton-Wentworth 


e Versa Care Centre Nursing Home (previously Beacon Hill Lodge Nursing Home) 
e Community Mental Health Programs 
— East Region Mental Health Services (St. Joseph’s Hospital) 
— Geriatric Psychiatry Program, HHSC - Chedoke site 
— Hamilton Program for Schizophrenia 
— Canadian Mental Health Association 
— COAST (St. Joseph’s Hospital) 
e Substance Abuse Programs 
— Alcohol, Drug and Gambling Services (Regional Municipality) 
— Hamilton Men’s Detox Centre (HHSC) 
— Hamilton Women’s Detox Centre (St. Joseph’s Hospital) 
e Centre de santé communautaire de Hamilton-Wentworth-Niagara 
e Hamilton AIDS Network for Dialogue and Support 


e Hamilton Regional Cancer Treatment Centre 


e Sexual Assault Treatment Program (HHSC-McMaster site) 
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e Community LTC Programs 

Canadian National Institute for the Blind - Attendant Care, Home Support for the 
Elderly 

— Brain Injury Services of Hamilton 

— Ontario March of Dimes, Hamilton Division - Outreach Attendant Care 


— Alzheimer’s Society for Halton-Wentworth - Information and Referral 
St. Elizabeth Visiting Nurses Association (those services not funded through contract 


to the CCAC) 
Victorian Order of Nurses - Meals on Wheels, Adult Day Centre and Caregiver 


Support Program, Friendly Visiting Program 
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PLAN DE SERVICES EN FRANGAIS- DELAIS* 


Activité principale 


Analyse documentaire 


Etude des mandats 


Données sur les besoins 


Profile de la population francophone 
par recensement 


La demande - Sondage des utilisateurs 
et étude des données existantes 


Répertoire des ressources 


juillet 


| 1999 | 


septembre, octobre 


novembre décembre janvier  février 


avril 


Ce que I'on veut - groupes de discussion 
Le processus de développement 
communautaire 


———— 


Le processus pour établir des priorités 


Sous-comité 


Réunion conjointe des sou-comiteé et 


comité de services en frangais 


Rapport soumis au CRS 


*sera intégré au Plan opérationnel du CRS 


Plan de services en francais pour Hamilton-Wentworth 
- approche pour la planification 


Les besoins La demande 
Le repertoire des 
ressources 


LE 
DEVELOPPEMENT 
DES PRIORITEES/ 


LE CADRE DE 
TRAVAIL CSSEF 


L’analyse Ce que l’on veut 


documentaire 


La diffusion du 
rapport final dans 
la communaute 


L’ étude des 
mandats 


. Le portrait de la 
population 


francophone 


Le 
développement 


des plans de 
Muse en oeuvre 
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